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What is Claimed is: 

1 . A computer-based method of evaluating performance of a service 
technician who performs multiple service dispatches, comprising: 

decomposing a service dispatch into a series of tasks; 

determining planned times for tasks in the series; 

comparing, in a computer system, a service technician's actual times to 
perform the series of tasks to the planned times for the series of tasks; and 

generating, in the computer system, an evaluation of the service technician's 
performance based upon the comparing. 

2. A method according to Claim 1 wherein the service dispatch is 
performed at a customer premises and wherein at least some of the tasks comprise 
driving to the customer premises and driving from the customer premises. 

3. A method according to Claim 2 wherein actual times for driving to the 
customer premises and driving from the customer premises are determined based on 
data that is generated from a vehicle that is driven by the service technician. 

4. A method according to Claim 1 wherein the service technician begins 
daily dispatches from a service center and ends daily dispatches at the service center 
and wherein at least some of the. tasks comprise performing beginning of day tasks at 
the service center and performing end of day tasks at the service center. 

5. A method according to Claim 1 wherein the determining planned times 
for tasks in the series comprises determining planned times based on whether the 
tasks are being performed in a rural, suburban or urban location. 

6. A method according to Claim 1 wherein the decomposing a service 
dispatch into a series of tasks comprises decomposing a service dispatch into a series 
of daily, job-based fixed and job-based variable tasks. 

7. A method according to Claim 1 wherein the generating an evaluation 
comprises generating a comparison of total actual time worked in a day, compared to 
total planned time for the day, based on service dispatches for the day. 
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8. A method according to Claim 7 further comprising: 

generating, in the computer system, a comparison of total number of demand 
service dispatches completed in a day, compared to total number of demand service 
dispatches for the day. 

9. A method according to Claim 8 further comprising: 

generating, in the computer system, an evaluation of the service technician's 
revision rate based upon a number of service dispatches that are not completed 
successfully on a first visit. 

1 0. A method according to Claim 1 : 

wherein the comparing comprises comparing the service technician's actual 
times to perform the series of tasks in a given day to the planned times for the series 
of tasks; and 

wherein the generating comprises generating an evaluation of the service 
technician's performance for the given day based upon the comparing; 

the method further comprising providing the evaluation to a supervisor of the 
service technician at a beginning of a business day that immediately follows the given 
day. 

11. A computer-based method of evaluating performance of a service 
technician who performs multiple service dispatches, comprising: 

comparing, in a computer system, a service technician's actual times to 
perform a series of tasks that comprise a dispatch, to planned times for the series of 
tasks. 

12. A method according to Claim 11 wherein the service dispatch is 
performed at a customer premises and wherein at least some of the tasks comprise 
driving to the customer premises and driving from the customer premises. 

13. A method according to Claim 12 wherein actual times for driving to 
the customer premises and driving from the customer premises are determined based 
on data that is generated from a vehicle that is driven by the service technician. 
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14. A method according to Claim 1 1 wherein the service technician begins 
daily dispatches from a service center and ends daily dispatches at the service center 
and wherein at least some of the tasks comprise performing beginning of day tasks at 
the service center and performing end of day tasks at the service center. 

15. A method according to Claim 1 1 wherein the planned times for tasks in 
the series comprise planned times based on whether the tasks are being performed in a 
rural, suburban or urban location. 

16. A method according to Claim 1 1 wherein the series of tasks comprises 
a series of daily, job-based fixed and job-based variable tasks. 

1 7. A method according to Claim 1 1 wherein the comparing is performed 
daily based on the service technician's actual times to perform series of tasks for a 
previous business day. 

18. A computer system for evaluating performance of a service technician 
who performs multiple service dispatches, comprising: 

a module that is configured to compare a service technician's actual times to 
perform a series of tasks that comprise a dispatch, to planned times for the series of 
tasks. 

19. A system according to Claim 1 8 wherein the service dispatch is 
performed at a customer premises and wherein at least some of the tasks comprise 
driving to the customer premises and driving from the customer premises. 

20. A system according to Claim 1 9 wherein actual times for driving to the 
customer premises and driving from the customer premises are determined based on 
data that is generated from a vehicle that is driven by the service technician. 

21. A system according to Claim 1 8 wherein the service technician begins 
daily dispatches from a service center and ends daily dispatches at the service center 
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and wherein at least some of the tasks comprise performing beginning of day tasks at 
the service center and performing end of day tasks at the service center. 

22. A system according to Claim 1 8 wherein the planned times for tasks in 
the series comprise planned times based on whether the tasks are being performed in a 
rural, suburban or urban location. 

23. A system according to Claim 18 wherein the series of tasks comprises 
a series of daily, job-based fixed and job-based variable tasks. 

24. A system according to Claim 1 8 wherein the module is configured to 
perform a daily comparison based on the service technician's actual times to perform 
series of tasks for a previous business day. 

25. A system according to Claim 18 wherein the module is further 
configured to generate an evaluation of the service technician's performance based 
upon the comparing. 

26. A system according to Claim 25 wherein the module is configured to 
generate an evaluation by generating a comparison of total actual time worked in a 
day, compared to total planned time for the day, based on service dispatches for the 
day. 

27. A system according to Claim 26 wherein the module is further 
configured to generate an evaluation by generating a comparison of total number of 
demand service dispatches completed in a day, compared to total number of demand 
service dispatches for the day. 

28. A system according to Claim 27 wherein the module is further 
configured to generate an evaluation by generating an evaluation of the service 
technician's revision rate based upon a number of service dispatches that are not 
completed successfully on a first visit. 
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29. A computer program product that is configured to evaluate 
performance of a service technician who performs multiple service dispatches, the 
computer program product comprising a computer usable storage medium having 
computer-readable program code embodied in the medium, the computer-readable 
program code comprising: 

computer-readable program code that is configured to compare a service 
technician's actual times to perform a series of tasks that comprise a dispatch, to 
planned times for the series of tasks. 

30. A computer program product according to Claim 29 further 
comprising: 

computer-readable program code that is configured to generate an evaluation 
of the service technician's performance, in response to the computer-readable program 
code that is configured to compare. 
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